Baystate Health Nurse Communication: AIDET Implementation Guide 
This guide is designed as a resource for educators, PX Champions and leaders for championing and coaching the AIDET technique. 
AIDET is a fundamental evidence-based tactic that has significant impact on multiple HCAHPS domains. 


Take note that all the letters in AIDET do not have to be implemented all at once. Our change is a phased step-by-step approach to hardwiring 
AIDET. These tactics are not new, but we are refining and hardwiring. It is not one more thing for people to do. It is how we do what we do. 


Who is responsible for implementing AIDET? 
Ultimately it is the leader of the unit/department who must be responsible for coaching staff and holding staff accountable for using AIDET. 
However, AIDET is such a critical skill that needs to be rolled out system wide to align behaviors. 


Change Topic: 
At every opportunity, all members of the care team will use AIDET when communicating with our patients, families and each other. 


Objectives for the change: 

e Delivering on our Promise of Advancing Care and Enhancing Lives 

e Every team member is skilled at AIDET, specifically, behaviors giving the patient perception of respect, listening, and explaining to drive 
improvement in “Willingness to Recommend”. 


Performance goal: 
e Improve results on HCAHPS Nurse Communication domain (questions — courtesy and respect; listen carefully; explain things) to the xx %ile 
Scope of the change: 


e Across all BH hospitals, in a phased approach, roll out AIDET behaviors that drive improvement in HCAHPS questions for respect, listen, and 
explain by the end of FY23. 
e Incorporated monitoring, audits and recognition within the Daily Management System 
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AIDET Tactics and Key Words Rollout 


Timeline 


Evidence-based Tactic 


Action Steps 


Key actions and words 


February 2023 


A: Acknowledge 


How can you: 
e Show a positive attitude? 
e Make patients and families feel you have 
expected them, that you know them? 
e Put patients at ease and make them feel 
comfortable? 
e Ask permission to enter a room? 


e Knock and wait 5-10 

seconds for 

acknowledgment, and enter 

room 

Greeting patient and family 

in a positive manner 

e Smile 

e Make eye contact 

Don’t cross your arms 

e Pitch, volume, tone, etc. 
should be friendly 


March 2023 


l: Introduce 


How can you manage up YOURSELF? 

e Job title 

e Certification, licensure 

e Years of experience, number of procedures 
you have done 

e Special training 

e Special skills or personality traits that make 
your Care or service unique 


Giving your full name, role 

and skill set 

“Good morning (afternoon, 

evening), my name is 

-lam 

your (nurse, PCT, 

housekeeper) today. 

e Shake hand with patients 
and family members 

e Use patient’s name 
frequently 


How can you manage up a CO-WORKER? 
e Name a co-worker and outline how you 
would introduce him or her to a new 
patient/family. 


How can you manage up OTHER DEPARTMENTS? 
e Name a department you work with and 
describe what you could say to a patient to 


e Showing appreciation to 
the patient for his or her 
cooperation 

e Saying positive things 
about co-workers, other 
departments, and 
physicians 
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make him or her feel more comfortable 
with the care he or she is about to receive. 


How can you manage up a PHYSICIAN? 
e Name a physician and outline how you 
would describe the physician to the patient 
and family to put them at ease. 


April 2023 D: Duration How can you communicate duration? e Giving a reasonable time 

e How long will this take? expections 

e Initial assessment or preparation e “| want to be respectful of 

e Exam or test your time” 

e Waiting after the test e It willtake me about _ 

e When will the results be back? minutes. Is now a good 

e For providers: How long will the symptoms time?” 

last? When should I call? 

e When will I be able to be discharged? 

May 2023 E: Explanation How can you help patients or family members e “| want to help keep you 
understand: informed... 

e What you will be doing and why? e Let me explain why... 

e What they should expect? e Teach back — “Tell me 
what you understand 
about your condition from 
what | just told you”. 

June 2023 T: Thank you How can you: e Thank youMr. __— 

e Let patients know you have enjoyed caring | Closing: 

for them? e Maseu 


e Let customers know you appreciate being 
able to help them and provide a service to 
them? 

e Thank the family for using us and for 
entrusting us with the care of their loved 
one? 
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Five ways to hardwire and validate the use of AIDET 


1 Rounding on Staff 


Ask staff to share an example of how they used AIDET in the past 
month 

Give me an example in how you used “E” this month. 

Give me an example of how you took “I” to the next level (introduced 
self and role, and managed up experience and skill set) 

What is the hardest part of AIDET for you? 

Role play and work through barriers with the staff 


2 Rounding on Patients 


Ask questions to validate staff use of AIDET — What will be our Qs? 

o Our goal is to have all staff introduce themselves and keep you 
informed. What are the names of the staff working with you 
today? 

o Our goal is to ensure that we explain your plan of care and 
answer your questions. Can you explain your plan of care to 
me? 

o How well did we do explaining your procedure, discharge 
instructions...? 

o How well did we do answering all of our questions? 


3 Patient Experience Surveys/CAHPS 


Review PX data to address performance gaps, recognize and sustain 
excellent performance. See leader validation and accountability 
structure section below 

Review response distribution trends for each Nurse Communication 
question 


4 Direct Observations 


Evaluate individual staff performance and provide real-time feedback 
— reward and recognize for positive use of AIDET and coach on gaps 
Identify trends across the unit/department. Ability to identify 
opportunities for improvement following multiple staff observations 
(i.e., Doing “A” and “I” well, but need improvement on “D”. 

Choose an observation tool or have managers create their own 
validation tool to track of AIDET behaviors observed and identify 
trends over time. 

? Determine how many observations per staff member 
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e Observe during Nurse Bedside shift report 


DMS e Huddle boards: 
o communication section 
= Awareness — what the initiative is, when rounds will 
be occurring, what are the behaviors. 
o Recognition section 
= Celebrate staff “caught” using AIDET (patient rounds, 
staff rounds, real time observations). 
= Turn into Baystate Celebrates submissions 
e Connect the dots of patients comments to AIDET behaviors/skills at 
least every 2 weeks 
e “Willingness to recommend” and Nurse Communication domain and 
questions displayed on all units connected to AIDET initiative. 


e Celebrate staff “caught” using AIDET (patient rounds, staff rounds, real time observations). 
e Turn into Baystate Celebrates submissions 


Evidence-based 


Action Steps 


Tactic 
CNOs/VPs/Sr. e Role model use of AIDET behaviors 
Leaders e Conduct one-on-one meetings with leaders monthly — use One-pager communication document 


e Use the monthly meeting model agenda below: 


o What trends are you seeing in terms of nurse communication Top Box and comments? 

= Review Nurse Communication monthly reports and progress toward goals 
Review DMS K card compliance percentages 
What feedback are you hearing from rounding on the patient in your unit/department regarding AIDET? 
Who is being coached to a higher level of communication? 
Are there gaps in performance? What will we tolerate and will not? What are the appropriate 
consequences for not improving communication once coaching has taken place (? 1:1 simulation)? 


Oo © © © 
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o Ask what help direct reports need to resolve barriers 
e Observe, validate, coach/reward three to five leaders/staff per week or month 
o Share observation trends with staff to reduce variance and enhance outcomes 


Directors 


Role model use of AIDET behaviors 

Discuss the message from your leaders with your direct reports and your commitment to AIDET 

Commit to removing barriers and elevating barriers that cannot be resolved at the unit/department level 
Ask what help unit leadership need to resolve barriers 

Elevate barriers you cannot resolve to your leader 

Attend Tier 1 huddles on each unit at least quarterly 

Attend patient/staff rounds on each unit at least quarterly 

Help unit leaders provide positive and constructive feedback on AIDET behaviors 

Share significant stories to the administrative huddle 


AIDET 
Key Words at Key 
times 


e Goal: 100% of the time 

e Observe, validate and 
coach to ensure 
hardwiring 


Change Management Plan — ADKAR ?DMAIC 


4 weeks prior 


3 weeks prior 2 weeks prior 1 week prior 


Communication: 
Education: 


Day of rollout 


Week of rollout 


Reconcil 


e Ensure competency of 
all staff to include: 
o 100% validation 
90 days post 
hire 
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o Quarterly re- 
validation of all 
staff 

o Full annual 
competency via 
direct 
observation at 
the point of care 
or patient 
interaction 


Adapted from Studer Group Toolkit: AIDET A guide to managing patient anxiety in the hospital setting by utilizing AIDET® 
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